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Research Objectives 


Frost & Sullivan’s 2023 information technology decision-maker (ITDM) survey was conducted to gain 
insights on the following end-user organizations’ priorities: 


e Top IT challenges 

e Current unified communications and collaboration (UCC) technology adoption rates 
e UCC technology investment plans 

e UCC technology investment drivers 

e Current and future support for evolving work styles 

e Current and future use of office real estate 

e Current and future UCC technology budgets 


e UCC technology purchasing preferences 
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This analysis presents findings related to workplace and video conferencing and is complemented by 
additional survey-based reports on unified communications-as-a-service (UCaaS), communications 
platform-as-a-service (CPaaS), frontline solutions, and various verticals. 


Source: Frost & Sullivan 


Research Methodology 


Sample Structure of Customer Survey 

The primary purpose of Frost & Sullivan surveys is to gain a perspective on key transformational trends taking place in the workplace and 
their impact on the future of work, in general, and video conferencing adoption, in particular. By surveying IT/telecom decision-makers, 
this research sets out to understand the decision-making factors when building future office and meeting spaces. 


Frost & Sullivan has conducted two global surveys of IT decision-makers to gauge hybrid work strategies and resulting investments in 
communications and collaboration technologies for 2023 and beyond. 


Source: Frost & Sullivan 
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Methodology Respondent Profile* Sample Fieldwork 


Frost & Sullivan's ° a : e 
2023 IT A . 
dadas Online survey IT decision-makers January 2023 
Investment Total sample N=1,252 
priorities tor 2023and , Quotas by country, industry, , 
beyond* * region, and company size 

CAWI (Computer mea Heed es for ME nena” December 
Remote work Assisted Web a O lesa o ota a EN 2022-January 
report: Customer Interviews) s9 dHone sHEBOnns “cam Quojas yOu 2023 
analytics** communications and industry, and 

collaboration respondent role 


+ Employed in an organization 
with up to 999 knowledgebased 
workers 
lam! 
* See Appendix for details on > respondent profile Jie 
** Sponsored by GoTo; see Appendix A for details on respondent profile F 


Note: Stats from additional surveys - 
1) Al and ESG stats on page 25 are from Frost & Sullivan's Global Al Survey (January 2023) and Frost & Sullivan’s Annual Global Cloud Survey(October 2022) respectively. 
2) The stat on video usage for contact centers on page 34 is from Frost & Sullivan’s Annual Contact Center Survey (March 2023) 
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Introduction 


Trends in 2023 indicate significant and steady progress on workplace transformation. Most business leaders are 
reenvisioning and reshaping their business culture, the physical workplace, and technology investments. This is leading 
to permanent shifts in the relevance of the physical office and the role of technology in the workplace. 


The next phase of re-imagining hybrid work is not without complexities. As organizations globally tackle the challenges 
of return to office, building a modern workplace, and meeting new employee expectations, one thing is clear—hybrid 
work means different things to different organizations and will continue to have many variations. 


The future workplace will be shaped for each organization by three key areas: 
e Focus on employee experience 

e Office modernization and reimagined workspaces 

e Flexible technology transformation 


Frost & Sullivan’s research team has been analyzing hybrid work practices and technologies that address the future of 
work. This workplace trends analysis report summarizes emerging hybrid work models, their impact on office space and 
meeting rooms, and their overall implications for businesses based on key IT decision-maker survey findings. 
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This report is complemented by additional IT decision-maker survey reports published by Frost & Sullivan in 2023. 


Source: Frost & Sullivan 
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Key Findings 


Business Sentiment on Remote Work is Shifting 


Remote and hybrid work have become viable modes for knowledge workers in the post-pandemic workplace. 
However, business sentiments on remote work continue to shift. 


58% of the organizations surveyed currently have at least one quarter or more of their employees working 
remotely either full-time or on certain days of the week. The same number was 19% higher in last year’s survey 
indicating that more employees are returning to the office. 


Among the benefits of remote work, cost reduction topped the list followed by greater employee choice. When 
asked about the main challenges with remote work, 80% report some level of meeting fatigue. 79% report loss of 
relationships with co-workers and undue distractions at home as key concerns. 


Employee Experience (EX) is a Strategic Focus 


While a customer-first motto has always been the driving force for businesses, EX has come to the forefront as a 
strategic business goal. Today, business leaders are equally focused on employees as they are on their customers. 


When asked about the ways organizations measure the success of their digital transformation strategy, employee 
retention ranked as the second most important priority after new customer acquisition and at par with improving 
customer satisfaction. 


85% of IT decision-makers say that attracting the best talent is a key driver for their investments in communications 
and collaboration solutions. 


84% consider improving employee engagement and satisfaction as a priority and 74% reported reducing employee 
turnover as an important business goal. This step-change in priorities means businesses want to create better 
experiences for all employees, whether they are working from home or in the office. 


Source: Frost & Sullivan 
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Key Findings (continued) 


Office and Meeting Room Modernization is a Priority 


Office spaces are receiving a makeover. Workplace redesign is centered on the notion that investing in modern 
offices will promote a greater return to office, re-energize employees, and inspire teamwork and creativity. 


Businesses are focused on digitalizing every aspect of the physical office, from the lobby to the boardroom. 
Meeting rooms, in particular, are getting increasing attention. A robust 36% of the organizations report they are 
building additional meeting spaces to accommodate the need for more meetings between hybrid teams. This 
number is 2% higher than in 2021 but 12% lower than 2022, indicating a slowdown in the pace of meeting room 
modernization. 


With the focus on hybrid work, collaboration needs are shifting. One in three organizations is building newer types 
of meeting spaces like phone booths, digital hives, jump spaces, and meeting pods. 


There is greater adoption of meeting insights and analytics tools to gain a better understanding of space utilization, 
performance, and engagement with 76% of the decision-makers reporting that it as an important, very important 
or crucial capability. Emerging technologies that enhance ease of use and boost utilization include intelligent 
workspace reservation software, scheduling panels that display meeting room availability and room metrics, in- 
room digital meeting controllers for fast one-click-to-join meetings, and room sensors that ensure optimal 
occupancy. 


Among the challenges of remote work, meeting equity fell in ranks significantly compared to last year. A growing 
number of businesses are investing in new hardware, software, and furniture (V-shaped instead of round or 
rectangular tables) to ensure all participants, remote as well as in-person, are seen and heard. 


Source: Frost & Sullivan 
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Key Findings (continued) 


A Technology-led Transformation is Gaining Foothold and so is Technology Consolidation 


e Approximately one-third of IT decision-makers report that macroeconomic and political conditions are slowing 
their digital technology investment plans. When asked about the outlook for IT investments over the next three 
years, 57% of IT decision-makers expect insufficient budgets to be a key challenge. Interestingly, when asked about 
the communications/collaboration investment plans for 2023, a dominant 56% report increased budgets for 
communications and collaboration spending. 


e The top IT challenges have by and large reverted to pre-pandemic priorities, with supporting remote/hybrid work 
dropping down in the rank of priority compared to last year. Dealing with security concerns, solution 
integrations/management, and aligning technology investments with business strategies have returned as the 
most pressing issues this year. 


e Technology adoption has accelerated notably over the past three years. 65% of the organizations report using 
video conferencing and 56% rely on team chat or messaging apps. A surprisingly high 38% of the businesses report 
using analytics and data-driven insights to improve productivity and employee engagement. 


e Consolidation of communications and collaboration tools is considered important by 83% of the IT decision-makers 
for reasons related to simplified user experience, consolidated management, and cost savings. In 69% of the 
organizations, consolidation is either complete or currently in progress. 


e Cloud is the way forward—49% of the organizations use video conferencing as a cloud service up from 47% last 
year and 42% two years back. 


e Intelligent audio and smart cameras rank as the top two criteria for the selection of video conferencing devices. IT 
decision-makers ranked interop low when asked about the top three selection criteria for the purchase of 


Source: Frost & Sullivan 
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roombased video conferencing. However, when separately asked about the importance of Interop, it is considered 
an important to crucial capability by 76% of the respondents. 


Emerging Workplace Trends 


Return to Office -- a Moving Target 


e The timeline for return to office varies by 
region and industry segment. On average 2 out 
of 3 organizations have put 
guidelines/requirements in place on the 
number of days to work from the office. 


e Remote and hybrid work is here to stay and 
stands at 3-5x compared to the pre-COVID 
levels. 


—_—_—— 


Video is Table Stakes 


e Penetration of video in meeting rooms is 
accelerating. However, currently, less than 15% 
of all meeting spaces are video-enabled 
creating big growth opportunities. 


e An increased focus on EX and employee 
wellbeing is creating demand for newer video 
devices and software that will allow for greater 
inclusivity and meeting equality across all 
meeting spaces. 


Office Modernization 


Pricing Evolution 


The restructuring of the physical office is . 
underway. There is a strong emphasis on 
modernizing the workplace to incentivize 
employees to return to the office. 


To maintain smooth communications between o 
home and office, technology is evolving to 

deliver a seamless and consistent experience 
across meeting rooms, desktops, and mobile 


devices. 


During the pandemic years, there was a 
significant acceleration in innovation. With a 
plethora of advanced capabilities available, 
providers are now positioning advanced 
feature sets as add-ons or premium licenses. 


Targeting organizations with the need for more 
robust feature sets, better management, and 
enhanced security, the premium licenses create 
a strong upsell opportunity for the market. 


2023 saw the beginning of a massive 
movement to harness the potential of large 
language models. Generative Al is already 
being applied to a variety of job functions. 


Monetization of Al 


While Al features are being built into core 
collaboration products, there is a clear move 
toward launching new Al-based SKUs. Al and its 
resulting monetization are creating net new 
revenue opportunities. 


—A— 


New Growth Vectors 


New opportunities have emerged from market 
adjacencies including workforce management 
software that improves employee 
productivity/well-being and workplace 
management solutions that offer intelligent 
scheduling/booking, wayfinding, and space 
insights. 
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e Other growth drivers include targeted 
verticalspecific expertise including solutions for 
frontline workers. 


Source: Frost & Sullivan 
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Hybrid Work and the Return To Office 


Emerging Work Models 


With a focus on a return to the office, the proportion of remote work has gone down from 2022 (Mean=51.5%) to 
2023 (Mean=35.41%). 


Percent of Desk Workers Working Remotely, Global, 2023-2025 


a 
2022 
2023 


40% 40% End 2025 


Source: Frost & Sullivan Remote work survey for GoTo, 2023 
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26%-59% remote) 1%-25% 0% (fully working Do Not Know 
from office 
locations i.e., no 
one remote) 


100% (fully 76%-99% 60%—75% 


Q7. What percent of your desk workers are currently scheduled to work remotely at least once 


a week? N=1,252 
Q8. Approximately, what percent of your desk workers will be working remotely on a part-time 


or full-time basis in two years from now? N=1,252 


Current Work Model 


In the hybrid work model, in 2 out of 3 organizations, there is a guideline/requirement regarding the number of days to 
work from the office. In both cases, where there is a requirement and where there is none, typically a half of the work 


week is spent in the office and a half at home. 


Source: Frost & Sullivan Annual ITDM Survey on Investment Priorities, 2023 
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Guideline/Requirement on Number Of Days Working Average Number of Days Working in Office for Hybrid from 
the Office for Hybrid Work Model Work Model 


N=498 


Do not know 


With Guideline/Requirement in Place 
N=339 


2.64 days 


Without Requirement in 


Place 
N=159 


2.64 days 


Base: All respondents (N=1,000) 


Q2. Which of the following best describes the current work model in your organization for knowledge-based employees? Q5. 
Is there an official guideline or a requirement regarding the number of days knowledge-based employees in the hybrid work 
model should work from the office? 


Q6. How many days do knowledge-based employees typically spend in the office in a hybrid work model in your organization? 


Source: Frost & Sullivan Remote work survey for GoTo, 2023 
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